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Employees’ behaviors in the workplace are always the focus in the field of
organizational behavior. Also, employees’ behaviors are directly affected by their
emotions and managers’ leadership style. As a common negative leadership behavior
in enterprise, abusive supervision has a profound influence on the employee's job
stress and customer-oriented organizational citizenship behavior(OCB). For enterprise
managers, understanding the employee's emotional state, adopting the appropriate
leadership style and targeted means of management to stimulate the staff's positive
working behavior is very necessary. Especially in enhancing management
effectiveness, achieving long-term relationship between enterprises and customers
and promoting the steady development of enterprise.
This paper summarized the theory of abusive supervision, job stress, emotional
labor, and customer-oriented organizational citizenship behavior. Based on the
Chinese cultural background, focused on the service industry, and measured by the
methods of literature review and questionnaire survey, we discuss the impact
mechanism of abusive supervision on employee’s customer-oriented organizational
citizenship behavior employing the stress coping theory, social exchange theory and
the conservation of resources theory. To be specific, we explain the mediating role of
job stress. We further examine the moderating role of emotional labor in exacerbating
the abusive supervision and job stress. As to the methodology used, this paper
employed an online cross-sectional survey approach and distributed questionnaires to
service first-line employees. A number of 320 individuals were asked to take part in
the study. Participation was voluntary. The effective responses were 276 copies. After
controlling for demographic variables such as gender, age, length of service, highest
education, and the category of the company, reliability analysis, correlation path and
hierarchical regression analysis were conducted to test the research hypotheses. The
conclussions are as follows:















degree of abusive supervision, the greater stress subordinates perceived.
Secondly, job stress is negatively related to employees’ customer-oriented
organizational citizenship behavior, that is, the greater of job stress, the less possible
for employees to do customer-oriented organizational citizenship behavior.
Thirdly, abusive supervision is negatively related to employees’
customer-focused organizational citizenship behavior.
Forthly, job stress partially mediates the relationship between abusive
supervision and customer-oriented organizational citizenship behavior. For one thing,
abusive supervision has a significant direct positive impact on employees’
customer-oriented organizational citizenship behavior. For another, abusive
supervision plays an indirect effect on employees’ customer-oriented organizational
citizenship behavior through job stress.
Fifthly, emotional labor moderates the abusive supervision-job stress
relationship in such a way that the relationship is stronger when the rate of emotional
labor is high than when it is low.
Sixthly, different length of service of employees have significant difference in
abusive supervision; different educational levels of employees have significant
difference in abusive supervision; different category of the company have significant
difference in customer-oriented organizational citizenship behavior.
The research results of this paper provides empirical evidence of the applicability
of the customer-oriented organizational citizenship behavior in Chinese service
industry, particularly for service industry managers to choose the appropriate
leadership style, manage the employees’s emotional labor and motivate their
customer-oriented organizational citizenship behavior, and then finally, improving
management efficiency.
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